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A METHOD OF ENABLING A WIRELESS INFORMATION DEVICE TO 
ACCESS CUSTOMER SUPPORT SERVICES 

BACKGROUND OP THE INVENTION 

5 

1 F ield of the Invention 

This invention relates to a method of enabling a wireless information device to access 
customer support services- The term "wireless information device' used in** patent 
specification should be expansively construed to cover any kind of device with two way 
10 wireless information capable* and mcto without bptefe. radio telephones, smart 

phones, communicators, personal computers, computet, and application specific devices. 

It includes devices able to communicate in any manner over any kind of network, such a* 
GSM or UMTS, CDMA and WCDMA mobile radio, Bluetootix, ItDA etc. A customer 
support service is any kind of service offered to an end-user of a ioformanon 
1 5 device .hat helps the user folly or. properly take advantage of a ptodu* ox semce that is 

designed to be used by me end-user It therefore covers help systems from wireless 

service providers as well as any other kind of customer service function (eg, call cent**, 

enquiries, sales etc). 

20 

% Description of the Prior Art 

End-users of wireless Information devices frequently need to speak .wim customer 
support services; these services usually opera* an automated queuing system. But it can 
be very inconvenient having to stay on-hold whilst your e#progttsses up the queue, 
25 ■pardculariyiftbocnd^^ 

For providers of customer support services (such as. wireless operators, mobile 
commerce shss etc) it is very important mat end-users have a good customer support 
experience; however, that on, be a challenge given the fret mat end^et, will often need 
30 to he placed inro an automated queuing system, with the inherent danger of bemg placed 
on-hold for excessive time. 

la the wired Web world, mis ptoblem is partly addressed through web call-back systems: 
^ c u^ohrc a small 'call me' icon on a web site; when a user selects tins icon, a prompt 



-u^i-cwku irser? rrajrisurc.Lu.iPi mnuun 



comes up, requesting tfeat the end-user types in its name, contact number and A 
convenient time co call The information is provided to a customer service operator, 
who makes the voice call at the designated time. Web call-backs can be useful in 
situations where customers -would rather dcsl with a person ramer than navigate possibly 
complex web pages. Ons problem with these systems is that end-users often cannot 
reliably schedule a call for later on in Ac day; ideally, the end-user would often like to be 
culled back immediately by a real person, but mat is rarely possible. 



10 
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SUMMARY OF THE INVENTION 

Tbe invention is a method of connecting a wireless information device operated by an 
end-user to a customer service compute*, comprising the steps of; 
5 (a) opening a dam coxmectfcn between the device and die customer support 

co£nput££> 

(b) keeping the data connection open whilst the device progresses up a queue 
of an automated queuing system connected to the customer service 
computer, 

10 ( c ) Initiating a voice call to the device vrb&n the device reaches tbe top of flic 

queue so feat a customer service opc^tor c&n speak -with the end-user. 

Hence, die invention uses the date connection capability of, fof example, GPRS and 3G 
mobile telephones, to allow the end-user to tequest a customer service operator to call 

1 5 thcoi back (e.g. by selecting an on-screen icon, ot through a menu selection). This avoids 
the need for the end-user to simply wait in a queuing system, which is Ukely to be 
especially appealing to GPRS and 3G usets since connection charges may be significantly 
higher than 2G cellular costs. But, because them is a data connection open -whilst the 
device progresses up the queue, it is possible for useful data to be toasfeered during this 

20 rime. This date can assist the customer service operator in helping the end-user. 

The data connection may remain active after the voice call has been started to enable the 
customer service operator to obtain data from the device of a kind that will assist the 
customer service operator in helping the end-user, 

25 

Data can also flow to the device over the data connection; this may indicate the queue 
position and/or likely time before a customer Setvice Operator wiU respond in person to 
the end-user by initiating the voice calL There may also be a visual indication that the 
dam connection is open. 

30 

The device may be automatically queried by the computer to obtain information relevant 
to a request or query to be put to the customer service operator by the end-user. The 
Information may for example include one ot more of the following kinds of information: 
(a) recent key strokes; 
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(b) recent remote \veb or WAP sites visited by the device; 

(c) current state of die device; 

(d) end-use^s name; 
(c) end-user*s address; 

5 (f) end-TWC^s bank, credit and/or charge card details; 

(g) end-iiser's password; 

goods and/or services recendy requested Ot acquired by ihe cnd-ttse* 
using the device; 
00 device uscage profile or data; 
10 (k) device geographic location data; 

(5 dervice error logs; 

(m)^ identification of all programs running on the device 



The device may display a user prompt requiring the end-user to consent to specifically 
15 requested kinds of information being sent to the customer service computer. The wee 
prompt requires the end-user to satisfy an access control process before releasing the 
information to the computet. 
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• DEfABLBD DESCRIPTION 

fc ^baton lovohcs . soft*** - • —* 1— of 

tbc mobile handset 

The «. rite - W - P"" 5 " *» *■ - oU ° a<>ftM " h 

„™ ^g«»d U. £b= cmton*. »»«t edUog <f*uc of some provite of 

10 products or services* 

When a custom of some service <e.g, a customer of the mobile network itself, or a 
customer of any o*« kind of product or service) wishes to contact ft, relevant 
customer service department, rather than calling and waiting on hold for a customer 
servke representative to become available, they use the software program on the handset 
finite their wish to be contact by the appropriate customer service decent 
Aha*** the user of the handset can make a voice call into customer services, and 
easier sendee', caU response centre, upon cording their wish to initial* a Cromer 
support session. win verify that the appropriate ^ftwate exist* on .he baodset, and cause 
A coonect5ott to be initiated berwnen the handset software and the customer support 



15 



20 



server* 



In cither case, the software on the handset, in conjunction with the customer services 
server software, through some Idnd of da* connecrion, acknowledges that the user has 

25 We a request for support, and through some kmd of process places enough 

Informal about the customer onto a queue so that the relevant customer services 
presents*, will be able to contact the user as soon as me required customer support 
sources become available. The querying process may involve the interacuve navigafcou 
of amenu, which may provide the user with enough information or services to allow the 

30 customer to solve the problem themselves. 

■ft. ^-established d>* connecdon ftom the customers handset to the customer 
^ces server remains active, and allows for informant such « estimated rime 
raining in queue to be shown to the customer. If the customer choosesto rem** on 
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the waiting queue, ft customer services representative who becomes available may have 
the ability to use the already established collection to query the handset and the 
customer for more Information to solve the problem. 

5 Hue elastomer support representative may choose to call the customer back, and the idea 
would be to leverage the fact that in 2.5G GSM and future mobile networks, the data 
connection can remain active (or suspended) during this conversation, allowing the 
customer support representative to further query the handset and, customer for 
infbrmation. 

10 

The chief juivawage of this invention is that the user has to spend Jess perceived time 
waiting on hold for customer service representatives, thus increasing customer 
satisfaction. As well, a connection between handset and customer services is established 
and ready when a customer services representative becomes available, which would allow 
35 for the representative to piograinmatkaJly query the phone for waueh needed 
information without requiring the customer to answer a barrage of questions. 
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CLAIMS 

t . A memod of connecting a wireless infection device operated by an end-user 
to » customer service computer, comprising flic steps ofc 

opening a dam connection between rh* device and the customer support 

computer; 

keeping the dam connection open whilst the device progress** up a queue 
of an automated queuing system connected to the customer service 

initiating a voice call to the device when the device leaches the top of the 
queue so that a customer service operator can speak with the end-user. 



5 (a) 
tO (<D 



2. 



. The method of Claim 1 comprising the step of sending data from the devi« to 
.he compute prior to me voice call being minted, the sent data assisting a customer 
15 service opeKatot in helping the end-user. 

3. The method of Ckim 2, in which the data connection is opened in response to 
input from the end-user to an on-screen dialog, prompt or icon. 

20 4 The method of Claim 1 in which the dm connection is opened m response to a 
voice call from the device. 

5 The method of Claim 11a whi<ft the dam connection remains active after the 
voice call has been smrtcd to enable the customer service operator to obtain dam from 

25 the device ofakind that wulassist the customer service operator in helping the end-user, 

6 The method of Claim 1 in which me device receives data sent over me data 
connection from the computer which indWs me queue position and/or li^y thne 
before a customer service operator will respond in person to the end-user by mitiating 

30 dac voice calL 

" 7 . The method of Ckim 1 in which the device displays a visual ind^tion indicating 
that the data connection is open. 



•4 
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8 

8. The method of Claim 1 in which the device is automatically queried by the 
computer to obtain kiformatioo relevant to a request or query to be put to the customer 
service operator by the end-user. 

5 9. Hie method of Cktm 8 in which, the infoixoarion includes one or mote of the 
following kinds of ioformfttioa? 

(a) jEecent key strokes; 

(b) jteccnt remote wb ox WAF wte? visited by the device; 

(c) current state of the device; 
10 (d) end-user's name; 

(e) end-user's address; 
" ""(f) end-laser's bank, credit and/ or charge card details; 

(g) end-user's password; 

(h) goods and/or services recently requested or acquired by the end-user 
15 using the device; 

(j) device useagc profile or data; 
(k) device geographic locution data; 
(I) device error log*; 

(m) identification of all programs running on the device* 

20 

10. The mcthpd of Claim 1 in which the device displays a user ptoinpt requiring the 
end-user to consent to specifically requested kinds of information being sent to the 
customer service computer. 

25 11. The method of Claim 10 in which the user prompt requires the end-user to 
satisfy an access control ptocess before releasing the information to the computer. 



30 
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